Abstract. Recent years saw the rapid development of China's language training industry. Based on the analysis of SERVQUAL scale and examples of language training service standards, this paper puts forward some key factors that influence the quality of language training service by using theories of SERVQUAL, standardization, service failure and ETA, so as to provide a technical basis on which the quality of language training services can be improved.
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Introduction
In recent years, along with the acceleration of globalization, the world's economies have been increasingly linked with each other, and international exchanges and cooperation have become more and more frequent. As a medium for promoting cultural exchanges and economic cooperation, language is playing an increasingly important role. As a result, the language training market has been booming. According to authoritative statistics, China's language training market has been the largest in the world: in 2016, the number of Chinese customers receiving English learning services exceeded 300 million, and there were more than 50,000 English learning service providers, with 100,000 plus foreign teachers teaching English in China. In the same year, the number of registered students in the Confucius Institutes across the world reached 1.4 million. In addition, 0.5 million students studied at the Confucius Institute Online. China has become the largest and fastest growing language training market in the world.
In spite of its rapid development, China's language training market also has a variety of problems, including very easy market access, uneven qualifications of language training service providers (LTSP), teachers' lack of professional skills and knowledge, sub-standard services, and inadequate safety and functionality of language training service sites, uneven service qualities, etc. There have been frequent violations of consumers' rights and interests, and customers are generally unsatisfied with language training services. All these problems lead to disorder and low levels of standardization and scientification in China's language training market, seriously hindering its healthy development.
Against this background, we have studied factors that may affect the quality of language training service, identified and selected some important factors that affect the effectiveness and efficiency of language training service, and revealed the fundamental causes of the failure of language training service, so as to provide a technical basis on which the quality of language training service can be improved.
Technical Approach
The approach of this study consists of 3 main technical modules, i.e. "identification → screening → verification", as shown in Figure 1 : b) In the "Screening" module, inputting factors from the preliminary screening databases, the expressions, structures and applicability of these factors are evaluated and optimized through research activities such as expert seminars, survey and investigation, and methods such as comparative analysis, sequence adjustment, description standardization, and filling in the gaps, to produce a secondary screening database. c) In the "Verification" module, based on ETA theory, a deductive reasoning is conducted on the factors inputted from the secondary screening database, and backward induction is conducted on such factors to verify them, to produce the final screening database.
Identification
Preliminary Screening Database A Theoretical Review and Analysis of SERVQUAL Model. As one of the most popular service quality measurement scales in the world, SERVQUAL measures the gap between consumers' expectations and actual perceptions of a service along five dimensions and 22 evaluation items that are believed to represent service quality. The result is demonstrated in numerical or percentage forms so that a quantitative presentation of a service quality evaluation is available. As a result, SERVQUAL has become one of the most recognized and commonly used service quality measurement scales in both academic and business communities. However, SERVQUAL also has an obvious and controversial drawback, i.e., all 22 items in the scale are subjective items, which means that the evaluation process is greatly influenced by customers' subjective opinions, and thus the objectivity of the result cannot be ensured.
Nevertheless, as one specific category of services, language training service shares the typical characteristics of services, i.e. intangibility, perishability, and simultaneity of production and consumption. Therefore, it is a relatively scientific way to reflect the quality of language training service by using factors selected through comparative analysis of the SERVQUAL scale.
Results of Screening and Analysis. In this section, 17 factors that may influence the quality of language training service are identified and classified through comparative analysis of the 22 items in the SERVQUAL model, i.e. the LTSP's qualification, organizational management, performance capabilities, and social image; service network's degree of perfection, authenticity of promotion and advertising; employees' professional qualification, appearance, professional ethics, skills, attitudes, professional knowledge, and competence; modernization, and satisfiability of facilities and equipment; service level, and service punctuality. The structure and descriptions of Database A are shown as follows in Figure 2 .
As mentioned above, Database A consists of 17 factors that may affect service quality. Judging from these factors, we can see that SERVQUAL's stress on "customers' perceptions of a service" is apparently reflected in Database A. All these factors focus on customers' subjective perceptions of a service, especially on requirements for employees. By using these factors, the actual demands of the service objects (customers and learners) can be fully reflected, which is thus conducive to providing "customized" language training service that puts customers and learners in the first place. However, we should also be aware that this database overemphasizes subjective evaluation factors, and ignores, to a large extent, the objective requirements for the LTSP's institutional building, hardware, operation and management, which may result in one-sidedness of an evaluation.
Preliminary Screening Databases B and C
Theoretical Review and Analysis of Service Standardization. As "standards for stipulating requirements that a service shall meet so as to ensure the service's fitness for purpose", service standards provide for requirements for core controlling points of service provider, service personnel, service environment, service facilities, service delivery, service payment, service communication and other key components in service implementation shall meet, so as to standardize services, improve service quality, optimize service management, and promote the economic and social benefits of services.
Therefore, a scientific and practical service standard can fully and accurately reflect the key quality-controlling points and effectiveness of the service subject to its regulation. In a sense, a good service standard is an optimal combination of key service quality controlling points. Practically tested and theoretically refined, a good service standard, usually intensive in its content and controllable in the number of items, can not only facilitate effective management, but also provide high-quality output of factors that affect service quality.
With regard to language training services, there are both international and Chinese standards, i.e. In the section below, the key quality-controlling points are identified through the analysis of the content and technical requirements of each standard. Preliminary Databases B and C are produced according to the degrees to which factors in each database affect service quality and ways in which service quality is affected.
Results of Screening and Analysis. (A) Preliminary Screening Database B.
In this section, based on the theory of service standardization, ISO 29991: 2014 "Language Learning Services outside Formal Education -Requirements" is analyzed to come up with 11 factors that may affect the quality of language training service (e.g. needs analysis, service design, teachers, learning materials, learning environment, assessment of learning activities, service evaluation, promotion and advertising, service information for learners and customers, and invoicing), and Database B consisting of 59 items that may influence the quality of language training service is produced. The structure and descriptions of Database B are shown as follows in Figure 3. (B) Preliminary Screening Database C. In this section, based on the theory of service standardization, GB/T 29357-2012 "Quality Requirements of Learning Services for Non-formal Education and Training -Language Training" is analyzed to produce seven first-grade factors (e.g. service process, employees, learning resources, service environment, test, communication and feedback, service outcome), 18 second-grade factors (e.g. Information provision, service design, service contract, service delivery, teachers, learning support staff, learning materials, learning platforms, learning equipment and appliances, physical environment, cultural environment, formative test, summative test, test content, test form, test result, customer satisfaction, further improvement), and 17 third-grade factors (e.g. information quality, information accessibility, counseling, needs and characteristics analysis, determining language training goals, design of language training services, design of language training services, selection of training modes, determining language training programs and plans, contracting, contract content, contract notification, service content, service mode, teachers' qualification, teachers' behavior). Thus Database C consisting of 56 items that may affect the quality of language training service is produced. The structure and descriptions of Database C are shown as follows in Figure 4 and Table  3 . Due to the comprehensiveness of service standards, Databases B and C are also comprehensive and well balanced. However, some factors in them are unpractical in that they are too general and not pertinent. For example, Item 6 in Database B ("Matching the assessment of learners to the LTSP's definition of language competence levels") is too empty and thus not practical, although this may has resulted from the characteristics of its source, international standards.
Screening
The secondary screening database is produced after the evaluation and optimization of the expressions, structures and applicability of factors in Preliminary Screening Databases A, B and C through activities such as expert seminars, survey and investigation, and methods such as comparative analysis, sequence adjustment, description standardization, and filling in the gaps.
With regard to the sequencing of the factors and hierarchical arrangement in Preliminary Screening Databases A, B, and C, different methods are adopted for each database. However, after much deliberation, we decide to use the "12 elements" in ISO/IEC Guide 76: 2008: "Development of Service Standards -Recommendations for Addressing Consumer Issues" to sequence quality influencing factors during the secondary screening. This does not only conform to international and domestic practices for language training, but also highlights the characteristics of managing service quality. As there is not much change between the secondary screening database and the final one, the secondary screening database is thus not demonstrated here to avoid redundancy. However, this omission will not affect the presentation of views of this paper. 
Verification Theoretical Review of ETA
As an important inductive analytical approach based on the decision-making theory of systems engineering, ETA (event tree analysis) is widely used for the verification of influencing factors because of its effective identification of the consequences of a certain factor on the direction and ending of an event.
In this section, a deductive reasoning on factors in the secondary screening database is conducted according to the daily management and operational laws in language training services, and elicited possible consequences caused by each factor, so as to analyze and verify the probability of a service failure (if any) and the degree of its impact. On the basis of the above, factors in secondary screening database are verified, adjusted and screened, and a final screening database is thus produced.
Results of Screening and Analysis and Analysis
Based on the above theories, factors in secondary screening database undergo verification. However, some factors shall be deleted from the database: a) "The LTSP's qualification" shall be deleted because its actual impact in the process of verification is too limited to be determined, since there is no specific requirement for market access to language training industry in China; b) "Comfort of service sites" shall be deleted because the extremely low probability and limited extent of a service failure (if any) caused by "Comfort of service sites"; c) "Satisfaction rate" and "customer complaints" shall be deleted because they are more like descriptions of the service outcome rather than influencing factors. Their impact on the outcome of language training service is uncertain.
The final screening database, after amendment, includes five first-grade factors, 17 second-grade factors and a number of third-grade factors that affect the quality of language training service, as shown in Table 1 Service experience -
Conclusion
Based on theoretical review and analysis of SERVQUAL, service standardization and ETA, and in accordance with the SERVQUAL scale and examples of language training service standards, factors that may affect the quality of language training service are identified through methods of deduction, comparative analysis, simulation, induction, etc., and a database of factors that affect the quality of language training service have been established. Follow-on study will focus on the specific impact of these factors on service quality. The Delphi method for giving weights, seeking comments from service objects, and simulation and on-site verification will be combined to assign values to the influencing factors, so as to finally establish a scientific and reasonable system of factors that impact on the quality of language training service.
